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OUTSIDE CALL RECEIVED BY PBX 


200 


205 


PBX INFORMS CCS OF RECEIVED CALL 


CCS PROCESSES CALL 


210 


215 


CCS ENQUEUES CALL TO APPROPRIATE AGENT 


DETERMINE WAIT TIME 


INFORM CALLER OF WAIT TIME 
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230 


CCS TRACKS CALL TO COLLECT STATISTICS 


CCS CALCULATES SYSTEM INTRINSICS 


UPDATE 
WAIT TIME 
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CCS INSTRUCTS PBX TO SWITCH CALL TO AGENT 
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PBX SWITCHES CALL TO AGENT 
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PBX DEQUEUES CALL 
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START 


INITIALIZATION: CHOOSE MINIMAL SAMPLE SIZE (MSS); 

CHOOSE MINIMAL AND MAXIMAL WINDOW SIZE 
(MULTIPLE MSS): WMIN, WMAX; CHOOSE WINDOW SIZE 

INCREMENT: DELW 


I 


SET INITIAL WINDOW TO MINIMAL SIZE: WSIZE=WMIN 


GET INSTANTANEOUS QUEUED CALL COUNT: QCC 


DETERMINE WATING CALL COUNT IN 
CURRENT WINDOW: WCC 


INCREMENT 
WINDOW SIZE: 
WSIZE=WSIZE 
+DELW 


320 




DET. NON-ZERO COUNT OF CALL WAITING:NZC 
DET. ACCUMULATED QUEUE LENGTH: ACQ 


CALC. EXPECTED CALL WAITING TIME (FORMULA 10): 
EWT=(QCC*NZC)/(WCC*ACQ) 
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END 
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